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system can be implemented. The data processing system 
depicted includes a processor 102 connected to a level two 
cache/bridge 104, which is connected in turn to a local system 
bus 106. Local system bus 106 may be, for example, a periph 
eral component interconnect (PCI) architecture bus. Also 
connected to local system bus in the depicted example are a 
main memory 108 and a graphics adapter 110. The graphics 
adapter 110 may be connected to display 111. 
0018. Other peripherals, such as local area network 
(LAN)/Wide Area Network/Wireless (e.g. WiFi) adapter 112, 
may also be connected to local system bus 106. Expansion 
bus interface 114 connects local system bus 106 to input/ 
output (I/O) bus 116. I/O bus 116 is connected to keyboard/ 
mouse adapter 118, disk controller 120, and I/O adapter 122. 
I/O adapter 122 can be connected to communicate with a 
digital Voice recorder or other media input. 
0019 Disk controller 120 can be connected to a storage 
126, which can be any suitable machine usable or machine 
readable storage medium, including but not limited to non 
Volatile, hard-coded type mediums such as read only memo 
ries (ROMs) or erasable, electrically programmable read only 
memories (EEPROMs), magnetic tape storage, and user-re 
cordable type mediums such as floppy disks, hard disk drives 
and compact disk read only memories (CD-ROMs) or digital 
versatile disks (DVDs), and other known optical, electrical, or 
magnetic storage devices. Storage 126 can be used to store a 
customer feedback database, including stored transcripts, 
digital media files, and feedback indices. 
0020. Also connected to I/O bus 116 in the example shown 

is audio adapter 124, to which speakers (not shown) may be 
connected for playing sounds. Keyboard/mouse adapter 118 
provides a connection for a pointing device (not shown). Such 
as a mouse, trackball, trackpointer, etc. 
0021. Those of ordinary skill in the art will appreciate that 
the hardware depicted in FIG. 1 may vary for particular. For 
example, other peripheral devices, such as an optical disk 
drive and the like, also may be used in addition or in place of 
the hardware depicted. The depicted example is provided for 
the purpose of explanation only and is not meant to imply 
architectural limitations with respect to the present disclo 
SU 

0022. A data processing system in accordance with an 
embodiment of the present disclosure includes an operating 
system employing a graphical user interface. The operating 
system permits multiple display windows to be presented in 
the graphical user interface simultaneously, with each display 
window providing an interface to a different application or to 
a different instance of the same application. A cursor in the 
graphical user interface may be manipulated by a user 
through the pointing device. The position of the cursor may be 
changed and/or an event, Such as clicking a mouse button, 
generated to actuate a desired response. 
0023. One of various commercial operating systems, such 
as a version of Microsoft WindowsTM, a product of Microsoft 
Corporation located in Redmond, Wash. may be employed if 
Suitably modified. The operating system is modified or cre 
ated in accordance with the present disclosure as described. 
0024 LAN/WAN/Wireless adapter 112 can be connected 
to a network 130 (not a part of data processing system 100), 
which can be any public or private data processing system 
network or combination of networks, as known to those of 
skill in the art, including the Internet. Data processing system 
100 can communicate over network 130 with remote system 
140, which is also not part of data processing system 100, but 
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can be implemented, for example, as a separate data process 
ing system 100. In some embodiments, the remote system 
140 can communicate with the customer feedback system 
over the network 130. 
0025 FIG. 2 depicts a simplified block diagram of a sys 
tem in accordance with various disclosed embodiments. 
Here, digital media recorder 210 can be connected to host 
data processing system 220 to upload recorded customer 
feedback. This connection can be wired, such as by a univer 
sal serial bus (USB), other serial, parallel, or network data 
connection, or can be wireless, such as by a wireless local area 
network (WLAN), other radio-frequency signal, infrared sig 
nal, or otherwise. Note that, as depicted in FIG. 2, in some 
embodiments there is a plurality of host data processing sys 
tems 220, each associated with at least one recorder 210. 
0026. In other embodiments, digital media recorder 210 
can be part of host data processing system 220, using real 
time recording directly into host data processing system 220. 
0027 Host data processing system 220 connects overnet 
work 230 to server data processing system 240. Network 230 
can be any public or private data processing system network 
or combination of networks, as known to those of skill in the 
art, including the Internet. Host data processing system 220 
and server data processing system 240 can each be imple 
mented, for example, as a data processing system 100. In 
some embodiments, the functions described below for host 
data processing system 220 and server system 240 are all 
implemented in a single data processing system, with no 
network communication necessary. 
0028. In some embodiments, server data processing sys 
tem 240 includes customer feedback database 242, and per 
forms the transcription, indexing, storage, and reporting func 
tions described herein. 

0029 FIG.3 depicts a flowchart of a process in accordance 
with a disclosed embodiment. 

0030. In step 305, the spoken customer feedback is 
recorded. This is preferably done using a digital audio 
recorder, but can be done using another recording device Such 
as a digital or analog audio or video recorder, or can be 
performed using audio or visual input into a data processing 
system, which records the feedback and stores it. In various 
embodiments, the customer can record the feedback directly, 
alone or in response to questioning, or an employee or other 
individual can record the feedback after receiving it from the 
customer by an interview or otherwise. 
0031. In step 310, the recording is received and stored into 
a host data processing system. This can be performed by 
directly recording into the host data processing system, as 
above, or by transferring or “uploading the recording from 
the recording device. 
0032. In step 315, the recording is received and stored into 
a server data processing system. This can be performed by 
transmitting it over a network from the host data processing 
system to the server data processing system. In embodiments 
with multiple host data processing systems, for example 
located in different branches of a single national chain store, 
the server data processing system can receive recordings from 
a plurality of different host data processing systems. 
0033. In step 320, the recording is transcribed by the 
server data processing system, using known automated audio 
transcription techniques. The transcription is stored in the 
customer feedback database in the server data processing 
system. 
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0034. In step 325, the transcription is indexed by the server 
data processing system, and an index of some or all words in 
the transcript is stored in the customer feedback database. For 
each word, the index points to the individual transcripts, and 
the locations within each transcript, in which the indexed 
word appears. In some embodiments, the index is a combined 
index of a plurality of transcripts. The index identifies one or 
more transcripts for each of a plurality of words in the index. 
0035. In step 330, the server data processing system iden 

tifies words in the transcript, or in the index of the transcript, 
that correspond to predefined keywords, and stores the iden 
tified words. These keywords can include product or service 
identifiers, pricing identifiers, quality of goods or services 
identifiers, customer satisfaction identifiers, and others. 
0036. In step 335, the server data processing system gen 
erates reports corresponding to individual transcripts or mul 
tiple transcripts, according to the content of the transcripts, 
the indexed words, and/or the keywords, so that the issues 
identified by the customer feedback can be quickly scanned 
by users. This can be particularly useful where the generated 
report draws a correspondence between different identified 
words (each corresponding to a keyword, in Some embodi 
ments). Such as between an identification of a good or service 
and the customer's associated comments regarding pricing, 
quality, satisfaction, and other characteristics. The reports can 
be output, displayed, transmitted, and/or stored. 
0037. In step 335, product and service recommendations 
are generated based on the reports, the content of the tran 
scripts, the indexed words, and/or the keywords. These rec 
ommendations can be generated by the server data processing 
system or by users. The recommendations can be output, 
displayed, transmitted, and/or stored. 
0038 FIG.4 depicts details of a system in accordance with 
a disclosed embodiment. After a recording has been uploaded 
from a recorder 210, a voice recognition converter 405 of the 
server data processing system transcribes the recording. 
0039. The transcript is inserted in a database 242 at 410, 
such as being stored as a binary large object (BLOB) in 
BLOB table 415. BLOB table 415 can be part of or stored 
with database 242. The digital voice recording itself can also 
be stored in the BLOB table. 

0040 BLOB table 414 can be input to keyword processor 
425, as are predefined keywords 420. Predefined keywords 
420 can have associated positive and negative values, repre 
senting whether the recognized keyword indicates generally 
positive or negative feedback from the customer. 
0041 Keyword processor 425 uses the BLOB table 415 
and the predefined keywords 420 to determine if any of the 
predefined keywords are recognized in the transcripts. The 
keyword processor 425 will insert any recognized keywords 
into the keyword index 430, along with any associated posi 
tive and negative values. 
0042 Keyword processor 425 extracts the keywords such 
as product names, verbs, proverbs and adjectives and assigns 
a pre-determined positive or negative value to the adjectives 
and/or other words from the predefined keywords table 420 
and inserts records into the keyword index 430. 
0043. Descriptor processor 435 then adds up the values of 
the adjectives (positive and negative) and writes a record to 
the descriptor resultant table 440. 
0044. The data analyst and the server data processing sys 
tem then can query the descriptor resultant table 440 to pro 
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duce reports 445 about each productor service, including data 
on whether the product or service receiving positive or nega 
tive feedback overall. 
0045 Those skilled in the art will recognize that, for sim 
plicity and clarity, the full structure and operation of all data 
processing systems suitable for use with the present disclo 
Sure is not being depicted or described herein. Instead, only so 
much of a data processing system as is unique to the present 
disclosure or necessary for an understanding of the present 
disclosure is depicted and described. The remainder of the 
construction and operation of the disclosed system may con 
form to any of the various current implementations and prac 
tices known in the art. Another customer feedback system is 
described in U.S. Pat. No. 7,058,625, hereby incorporated by 
reference. 
0046. It is important to note that while the disclosure 
includes a description in the context of a fully functional 
system, those skilled in the art will appreciate that at least 
portions of the mechanism of the present disclosure are 
capable of being distributed in the form of a instructions 
contained within a machine usable medium in any of a variety 
of forms, and that the present disclosure applies equally 
regardless of the particular type of instruction or signal bear 
ing medium utilized to actually carry out the distribution. 
Examples of machine usable or machine readable mediums 
include: nonvolatile, hard-coded type mediums such as read 
only memories (ROMs) or erasable, electrically program 
mable read only memories (EEPROMs), and user-recordable 
type mediums such as floppy disks, hard disk drives and 
compact disk read only memories (CD-ROMs) or digital 
versatile disks (DVDs). 
0047 Although an exemplary embodiment of the present 
disclosure has been described in detail, those skilled in the art 
will understand that various changes, Substitutions, varia 
tions, and improvements disclosed herein may be made with 
out departing from the spirit and scope of the disclosure in its 
broadest form. 
0048. None of the description in the present application 
should be read as implying that any particular element, step, 
or function is an essential element which must be included in 
the claim scope: the scope of patented Subject matter is 
defined only by the allowed claims. Moreover, none of these 
claims are intended to invoke paragraph six of 35 USC S 112 
unless the exact words “means for are followed by a parti 
ciple. 

What is claimed is: 
1. A method for managing customer feedback, comprising: 
receiving a recording of spoken customer feedback in a 

server data processing system; 
transcribing the customer feedback in the server data pro 

cessing system to produce a transcript; 
storing the transcript in a customer feedback database; 
generating and storing an index of the transcript; 
identifying words in the transcript that correspond to pre 

defined keywords; and 
generating a report according to the identified words and 

the transcript. 
2. The method of claim 1, further comprising receiving the 

recording of spoken customer feedback from a digital record 
ing device. 

3. The method of claim 1, wherein the recording is received 
by the server data processing system over a network from a 
host data processing system. 
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4. The method of claim 1, further comprising generating 
recommendations according to the identified words. 

5. The method of claim 1, wherein the index identifies one 
or more transcripts for each of a plurality of words in the 
index. 

6. The method of claim 1, wherein the index is a combined 
index of a plurality of transcripts. 

7. The method of claim 1, wherein the spoken customer 
feedback is recorded in a digital recording device. 

8. The method of claim 1, wherein the predefined keywords 
include at least one of product or service identifiers, pricing 
identifiers, quality of goods or services identifiers, and cus 
tomer satisfaction identifiers. 

9. The method of claim 1, wherein the server data process 
ing system receives recordings from a plurality of different 
host data processing systems. 

10. The method of claim 1, further comprising storing the 
report. 

11. A data processing system comprising a processor and 
accessible storage, the data processing system configured to 
perform the steps of: 

receiving a recording of spoken customer feedback; 
transcribing the customer feedback to produce a transcript; 
storing the transcript in a customer feedback database in 

the storage; 
generating and storing an index of the transcript; 
identifying words in the transcript that correspond to pre 

defined keywords; and 
generating a report according to the identified words and 

the transcript. 
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12. The data processing system of claim 11, wherein the 
data processing system is further configured to receive the 
recording of spoken customer feedback from a digital record 
ing device. 

13. The data processing system of claim 11, wherein the 
recording is received by the data processing system over a 
network from a host data processing system. 

14. The data processing system of claim 11, wherein the 
data processing system is further configured to generate rec 
ommendations according to the identified words. 

15. The data processing system of claim 11, wherein the 
index identifies one or more transcripts for each of a plurality 
of words in the index. 

16. The data processing system of claim 11, wherein the 
index is a combined index of a plurality of transcripts. 

17. The data processing system of claim 11, wherein the 
spoken customer feedback is recorded in a digital recording 
device. 

18. The data processing system of claim 11, wherein the 
predefined keywords include at least one of productor service 
identifiers, pricing identifiers, quality of goods or services 
identifiers, and customer satisfaction identifiers. 

19. The data processing system of claim 11, wherein the 
server data processing system receives recordings from a 
plurality of different host data processing systems. 

20. The data processing system of claim 11, wherein the 
data processing system is further configured to store the 
report. 


